
STATE OF WASHINGTON 
DEPARTMENT OF SOCIAL AND HEALTH SERVICES 

OFFICE OF THE DEAF AND HARD OF HEARING 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12Ih Street, SW, Room TW-B204 
Washington, DC 20554 

June 28,2005 

RE: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for 
Individuals with Hearing and Speech Disabilities, CG Docket 03-123. 

Dear Ms. Dortch: 

As mandated by the Federal Communications Commission (FCC), the Office of the Deaf and 
Hard of Hearing (ODHH) has maintained a log of all consumer complaints that allege a violation 
of the federal minimum standards for Telecommunications Relay Services and is providing you 
with a report and summary to file with the FCC. Enclosed please find the annual complaint log 
for the State of Washington and a summary, which indicates the number of complaints, received 
by ODHH ending May 31,2005. 

Should you have any questions concerning this summary or report log, please contact our 
designated FCC contact person, Robert Lichtenberg, at (360) 902-8000 l T Y N .  

Best Regards, 

Robert Lichtenberg 
Washington State Relay Administrator 

Enclosures: 
1) Annual Log of Consumer Complaints for period of June 1,2004 - May 31,2005 
2) Annual Tally Report for period of June 1,2004 - May 31,2005 
3) 3.5 diskette with files in Word doc format 

cc: Tim Brown, DSHWHRSA 
Eric Raff, ODHH 
Robert Shirley, WUTC 
Dan Brubaker, Sprint 
Dana Jackson, FCC 
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RECEIVED & INS~ECTED 

JUL I - G o 5  i 

assisted agent in crediting customer. Supervisor attempted to 
contact ATT for credit transaction, but after a recording played, ca 

Customer complained that CA 9241 had very poor voice quality; 
sounded like bored and did not want to be at work. Apologized to 

6/16/2004 customs. 
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answer. CC closed because customer could not be reached. 
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Customer complained that CA 9120 had very poor voice quality; 
sounded like bored and did not want to be at work. Apologized to 

6/16/2004 customer. 

Customer stated that CA 6450 informed the customer that the 
n u m k  provided was an invalid number. 

l T Y  Customer called a business and indicated that CA 9342F did 
not type the correct business name and missed the message left on 
the answering machine. Customer felt CA was not trained well 
enough to handle the answering machine. 

7/7/2004 

7/17/2004 

A %44 reached voice answering machine and did not type out 
name. Customer asked if CA dialed correct number, CA 
respond. Call happened at 828 pm 

7/18/2004 

ODHH forwarded complaint to S 
issue with the CA unable to hand 

/was-satisfied with the solution. 
IQAR met with CA. CA stated that she typed the name she 
heard on the answering machine. At the end of the Call the 
customer became upset and requested a supervisOr- CA 

uested a supervisor but the customer hung up befa 
?$rvisor arrived. CA coached on how to handle a call 
when ullsun of what the answering machine is saying, 
advised to keep the customer informed. OD" callad 
customer several times with no answer. 

7/19/2004 
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l T Y  Customer called a busmess and mdicated that CA 1664F did 
not type the correct business name and mssed the message left on 
the answenng machine. Custom er felt CA was not tramed well 
enough to handle the answenng machine. 7/22/2004 

Voice customer asked CA 9093F to repeat who the TIY caller was 
king for. CA was talking to co-worker and began laughing. 

:ustomex was offended and thought the CA was mocking her. 

‘ITY Customer called a number and CA 9270F missed part of the 
recorded voice message. 

8’Z/z004 

8/2/2004 

CA 9241 hung up on caller. Apologized to customer and 
forwarded complaint to supervisor. 

8/4/2004 

Customer was upset at CA’s ability to transcnbe what was said. 
CA had a difficult accent to understand and had trouble wth simplc 
words. When the customer asked for the CA #, the CA said “927” 
and hung up. 

8/5/2004 

this is an issue with the CA unable to handle a n s w b g  

machine calls. ODHH contacted customer who was 

documented. Full CA number not given, so TL c-ot 
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stated that she was hung up on 4 times prior to getting 

speaking clearly and never being rude to the customer. 

tolerated. Due to the nature of the complaint, appropriate 
will be taken. No contact information for the ion and assured her the complaint would be 

tomer stated that he would avoid 4%= 
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simply type “ans mach” or 

. No contact information for the 

be contacted. CA stated that p1n 
customer became upset wh- CA 

correct procedure. No contact information 

- 5 -  



Annual Log Summary of Consumer Complaints 
State of Washington Attachment #1 Acronym Log 

Office of the Deaf & Hard of Hearing W A H I 6 T 0 N QAR: Quality Assurance Rep 
Department of Social & Health Services 

Washington Relay Telecommunications Services 
Annual Log Summary of Consumer Complaints 

CA: Communication Assistant 

T L  Team Leader 
CS: Customer Service 
OD”: Office of the Deaf & Hard of Hearing CG Docket 03-123 

June 30,2005 

R E L A Y  S C R V I C F  

10/27/2004 

1Z5’2004 

12/28/2004 

rtance of remaining professional and the 

Coached on being focused during calls. No contact 

also stated that it is vital that the CAS relay everything 
. Contacted customer; customer is satisfied with 

Customer requested CA 3806 to not type to ’ITY user. CA 
informed her “everything heard w111 be typed to caller.” Customer 
stated that she has never been told that everything heard would be 
typed back to the caller. 

VCO customer reported that her VCO branding is no longer in 
lace. The problem started on 12/3/2004 and mtinued h u g h  

~2/5/’2004. The customerrrached CA’s 4032,4289,4141,4108, 
4040. 
CA 4079F did not follow through after given a number to call. 
There was no response and caller does not want to pay for a call 
that was never completed. 

SupeMsor spoke with customer and reiterated that the CA i 
required to type everything the customer says and all 
background sounds to the ‘ITY user for equal access 
purposes. Left 3 messages for customer with n o  call back: 
5/16/05,3:38 pm, 6/1/05,2:25 pm, 6/14,9:53 am. 
Apohgmd for the problem. Internal update p d m d .  

ddaughtex satisfied with the resolution. Client 

customer, no answer and left message. 

12/15/2004 

CA does not remember this call. CA coached on keeping 
the customer informed and to respond m a timely manner. 
OD” called customer with result--customer is satisfied 
with the solution. 

12/28/2004 
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CG Docket 03-123 
June 30.2005 

missed recording message. On 1/4/05, customer called AAA to le1 
them know their recorder doesn’t function properly. Amy Moreno 
with AAA checked the system and stated it was probably a 
technical problem on the other end. 
Customer stated CA 4344F dialed out, received recording that 
number was chaneed. Customer reouested aeent to dial DA. 

W A S H I N G T O N  

R E L A Y  S E R V I C E  

1/6/2005 

QAR: Quality Assurance Rep 
TL: Team Leader 
CS: Customer Service 
OD”: Office of the Deaf & Hard of Hearing 

Apologized to customer. Discussed issues with m, met 
with agent. Agent terminated. No contact information for 
the customer was given. 
Met with agent, agent does not remember the call. Coached 

1/13/2005 

I - 
ICustomer received ringing macro then line was disconnected. 
lcuStomer dialed St. Vincent de Paul’s. Thc woman who answered 

email xegardmg Solution. 
Apologized for inconvenience. CA number cunedY 
unassigned, further investigation is not possible. No contact 
information for the customer was given. 

tkeac3temF*~heFkeFRettlenaiRc&~-heme- 
Customer isn’t sure if the woman was hard of hearine. the 1i10/2005 

1’1u2005 

l/lU2005 

I. 

blay system malhmctioned, or CA 9207F did not speak clearly. 
ICustorner wanted CA 4163F to rebleve voice mail messages. CA 
tried and told customer there were lTY tones on the voice mail. 
Customer did not understand how that could be. CA hung up on 
customer. 
Customer wanted CA 4090M to retrieve voice mail messages. No 

sponse fran CA and CA hung up. re 1/19/2005 

1/17/2005 

logived for inconvenience. CA was coached on 
G c e  of not disconnecting calls and advised Ofthe 
consequences of doing so. No contact information for the 

Apologized to customer. CA reminded of proper Call 
processing procedures. No contact information for the 
customer was given. 

customer was given. 

follow up sent to customer 
6/21/2005 

1/17/2005 
CA 3242 was instructed to call a VCO user and told that if a femal 
answered, agent was to ask for a VCO user. CA did not follow 
instructions which resulted in outbound disconnecting. 

- 1 -  
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dealership and the receptionist accidentally 
e and lost the call. Anotha person answered 

back and began scolding the person for 
. Explained that it was the receptionist and the 1/20/2005 

snapped back stating, “Yes, it was you. I recognize your voice, 
]you slammed the phone on’rne.” 
lcustomer gave CA 73951: a number to dial and CA said it was 
usy. Customer requested CA redial, then CA hung up on I 1/30/2005 customer. 

ITY user says she cannot make international calls through Relay. 
Vaizan is her long distance and is in her database. Customer has 
called through CA’s 6155,4036,4191. Advised customer to 

put in a TT. 
TTY customer unable to dial international number using COC 
Verizon. Customer has international plan with Verizon. 

2/7/2005 
ensure with verizon that she has an international calling plan. Ala 

2/10/2005 

CA 409OM kept backing up and typing over words that wen 
already typed. Customer did not know if it was CA or if her 
machine had a technical pmblem. 

U10/2005 

ke you are,” never explaining that 

The agent number i 
employee. Thecen 

s and each time got a recording stating that the call 

‘IT I002365812 opened. Spoke wi 

stomer was appreciative and contacted Verizon to follow 

th a call. Agents do not have the ability to back up 

- 8 -  
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Customer was extremely unhappy with service on a relay call. He 
asked the male agent to turn up the volume twice. Two minutes 
into the call, the agent switched to a female CA with a foreign 
accent. He asked her twice to turn up the volume. The CA was 

Apologized to customer. Advised that the supervisor would 

rovided. Met with CA 9436M and coached him on the 

this issue. No contad 
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3/14/2005 

3/19/2005 

3/19/2005 

ustomer stated that the caller ID feature was not working. 

CO customer stated that when she makes calls through Relay, her 
lone number dose not appear on the recipient’s caller ID. 

ustomer stated that CA 8249 insulted and hung up on her. 

logized to customer. Opened Trouble Ticket 
31417. Relay technician reports there was an issue 

the anidat files updating on the call controllers for 

the ani& files are now updating. TIK CC’S had 
connectivity due to a pvious change w ~ c h  

ed the cc’s fium connecting to either the x or y 
. ODHH contacted customer and explained 

Inmended contacting LEC. Custom *as 

-10-  
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call. Words were msspelled and typed in a choppy, disconnected 
manner that made the conversation hard to follow. CA also 
rmsspelled the customer’s name several hmes. Did not appear to 
be garbling, simply a CA error 3/28/2005 

VCO customer called to complain that for the past three weeks h a  

use her phone without relay and the caller ID transmits just fine. 
*fdajr;- EoueFBlkps-wB%eR- . .  

4/4/2005 

Relay did not answer a call placed to th-there was no answer 
or connection. 

411 0/2005 

Customer said they asked CA 2066 how the person sounded. 
custorW askedthree times aadthe CA didnot respond. Custome 
suspe& the CA discormected both inbound and outbound lines. 

4/18/2005 

Apologized for the problem and assured the customer that 
the complaint would be sent in, investigated and corrected. 
CA asked for proper spelling of VCO user’s name from the 
outbound person, however, the outbound person said he 

was an issue with the ani.dat files updating on the call 

pulled for discussion. Believe the call was  an 

- 11 - 



Annual Log Summary of Consumer Complaints 
State of Washington Attachment #1 Acronvm Log 

Department of Social & Health Services 
Office of the Deaf & Hard of Hearing 

Washington Relay Telecommunications Services 
Annual Log Summary of Consumer Complaints 

C A  Communication Assistant 
QAR: Quality Assurance Rep 
T L  Team Leader 
CS: Customer Service 
OD”: Office of the Deaf & Hard of Hearing 

W A 5 fl I N 6 T 0 N 

CG Docket 03-123 
June 30,2005 

R E L A Y  S E R V I C E  

Apologized to customer. Opened TI 1002.503128. 
Informed customer she needs to dial *82 then dial the 800 6/27/2005 
bumber for Relay for this call to go through. 
khlained that relav wlicv is to use “GA” and thst the CA 

ogized to the caller at the end of the call. No Catac t  

n the day of the alleged incident. No contact 

VCO user with the voice person on the line. CA 

sted. NO contact 

- 1 2 -  
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W A S H I N 6 1 0 N  Washington State Relay Services Attachment #Z 

Annual Tally Report of Consumer Complaints m June 2004 - May 2005 
R r i i ' l  s r u v i r t  
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Attachment A 
DOCUMENT OFF-LINE 

This page has been substituted for one of the following: 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 

o Microfilm, microform, certain photographs or videotape. 

o Other materials which, for one reason or another, could not b 

The actual document, page@) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 12‘” Street, SW, Washington, DC, Room CY-A257 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
Information Technician 

scanned into the ECFS system. 

into the ECFS system. __ 


